INTERNAL OPERATIONS

Implementing Asset
Management

According to the organization, National
Performance Review,'? there are six criti-
cal factors related to internal operations:

m Senior leadership must design and
deploy effective performance mea-
surement and management systems.

m A conceptual framework is needed for
the performance measurement and
management system.

m Effective internal communication is
essential.

m Accountability for results must be clearly
assigned and well understood.

m Compensation, rewards and recogni-
tion are to be linked to performance
measurements.

® The communication process must be
clear and open.

It is critical for the entire organization to
accept the principles of asset management
and take individual ownership for ensur-
ing success. The Michigan Department of
Transportation (MDOT) has embarked on
two critical activities: instituting a cultural
environment of quality control and the de-
velopment of a performance management
system. A Performance Management Sys-
tem is addressed in a separate page of this
booklet titled “Performance Measures &
Standards.”

Quality Control

Developing a framework that is understood
by employees is essential to integrating
concepts of asset management with a cul-
tural philosophy. MDOT achieves this
through a focus on quality control, train-
ing all employees in basic quality prin-
ciples. The road to improving quality
within MDOT is based on the principles
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of continuous improvement, measurement
of progress and teaming to improve prod-
ucts and services.

Teamwork and process improvement
workshops are important for MDOT to
meet its customers’ needs and improve
employee satisfaction. Workshops are or-
ganized to help a group of people who
work in a specific process understand, ana-
lyze and improve that process, reducing
cycle time.

Often employees from several parts of the
organization attend workshops together,
resulting in improved processes and under-
standing of how each fits into the process.
This leads to improved communication
and better teamwork. The key: those who
do the work redesign the process, imple-
ment the process and are responsible for
measuring the improvements.

An Example of
Implementation

An example of the implementation of
MDOT’s asset management process is in
the recently completed MDOT Highway
Operations: 2000-2001 Goals & Strate-
gies. This document offers guidance
for employees who will continue to re-
spond to customer needs. The strategies
were developed by leaders at all levels
and are summarized in three goals di-
rectly related to strategic objectives of
the MDOT Business Plan:

m Strive to satisfy our customers
m Strengthen our organizational culture
m Deliver an effective, quality program

MDOT has also restructured, placing staff
throughout Michigan and closer to its cus-
tomer base. A smaller MDOT is focused
more closely on actions most requested by
our customers and employees were given
more responsibility to meet customer
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needs. As a result, MDOT is now in
closer touch with our customers,
better understands their needs and
has put a recognizable face at the lo-
cal level.

The strategy to become a more flex-
ible and responsive organization re-
quired a cultural change. MDOT has
embraced, and continues to pursue,

TSCs provide a full variety of multi-
modal transportation services in-
cluding project scoping and design,
construction oversight and coordi-
nation of maintenance. They also
provide walk-in and call-in services.
Residents can obtain permits, con-
struction and project information,
transit, rail, and air service availability,
road maps and other information spe-

cific to their areas. In addition, staff
work closely with local agency part-
ners, community groups and busi-
nesses to help deliver improved
transportation services and facilities
to meet the needs of the community.

TSCs have helped streamline
MDOT's operations, increase effi-
ciency and improve delivery of ser-
vices to customers.
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For Further Information -

please contact MDOT at 517-373-2240 or send e-mail to assetmgt@mdot.state.mi.us



